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Abstract 
Malaysia's electronic government (e-government) is one of the efforts taken by Malaysian Government in 
order to improve the quality of service provided to public. The aim of introducing e-government by public 
organization is to  help public lessen their burden and time consumption to manage their transactions. 
However, most of the public resist to fully participating in e-government application due to the lack of reli- 
ability and some other reasons as perceived by the public. This phenomenon also experienced by Majlis 
Perbandoran Sungai Petani Kedah (MPSPK). The purpose of this study is to  identify what factors contributed 
to this phenomenon and what is the most factor contributed to this issue. By usingsimple random technique, 
489 residents, which cover one percent of total residents in MPSPK, were selected as respondent for this 
study. Thefinding indicated that out of six applications of e-government by MPSPK, none achieved 50% of 
usage, the highest only 34.1%, which is e-borang MPSPK. On top of that, among three independent vari- 
able that tested, which is, security and privacy of e-government application, attitudes of residents towards 
participation in e-government and effectiveness of e-government, the most dominant factor was am'tude 
of residents. This outcome may assist the management of MPSPK in creating some strategic planning on 
how to persuade public to actively participate in e-government application provided by them. Otherwise 
the government spending on this e-government application will go waste and just look nice on paper only. 
This will retarded our vision to  be fully developed country by year 2020. 
Keywords: electronicgovernment, e-government participation, e-government application, localgovernment 
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1.0 Introduction 
Electronic government or e-government in Malaysia is undertaken by the Malaysian 
government. This e-Government flagship was launched in 1997 by Dr Mahathir Mohamad, 
Prime Minister of Malaysia at that time (Jeong & Nor Fadzlina, 2007). The implementa- 
tion of e-government in Malaysia was initiated with the introduction of Multimedia Super 
Corridor (MSC) in 1996. 
The implementation of e-government in Malaysia proved that Malaysian government 
very serious in reinventing the government by transforming the way it operates, modern- 
izing and enhancing its service delivery. This movement by government seeks to  enhance 
the quality of service delivery to the public and businesses at large. Aiming to  be more 
responsive to the needs of Malaysian citizen, the implementation of e-government also 
will improve information flow and processes within the government, improve the speed 
and quality of policy development and also improve coordination and enforcement. 
There are many projects introduced in e-government initiative, among the projects 
are Electronic Procurement (eP), Project Monitoring System (PMS), Electronic Services 
Delivery (eservices), Human Resource Management lnformation System (HRMIS), Generic 
Office Environment (GOE), E-Syariah and Electronic Labour Exchange (ELX). Besides those 
system, several government agencies also has introduced online services to the public, 
aiming to increase the quality and efficiency of the service provided to  the people such 
as Public Services Portal (myGovernment), e-Tanah, e-Consent, e-Filing, e-Local Govern- 
ment (e-PBT), e-Kehakiman, Custom lnformation System (SMK), Pensions Online Workflow 
Environment (POWER), and Training lnformation System (eSILA) to name a few. 
There are a lot of benefits gained with the implementation of e-government. Besides 
it able to offer an efficient and effective services to the public, it also able to save cost, 
improved services, better accessibility of public services, and more transparency and ac- 
countability. Nowadays, transparency is very important, public interested to  know what 
is going on. So e-government allows for government transparency. I t  allows the public to 
be informed about what the government is working on as well as the policies the regime 
trying to implement. E-government also helps to simplify processes and able public to ac- 
cess easily to the government information. Besides advantages of e-government, there are 
also disadvantages concerning e-government. Among the disadvantages are vulnerability 
to cyber attacks, lack of equality in public access to the internet, reliability of information 
on the web, and also hidden agendas of government groups which sometimes can influ- 
ence and bias public opinions (Atkinson and Castro, 2008). 
2.0 Literature Review 
Electronic government is an increasingly global phenomenon and getting attention of 
many governments around the globe. This effort is taken as one of the vehicle in improving 
public sector in rendering the outstanding service to the public (Dwivedi, Weerakkody & 
Janssen, 2011). E-Services project is a platform for the Malaysian people to be engaged in 
the transaction with government and utilities payment such as telephone and electricity 
bill, police summons, and Road and Transport Department services to name a few. This 
services can be accessed via multi channel such as internet and kiosk machines (Mohsin, 
2006). 
E-Services scheme was among the five pilot projects chosen by the government flag- 
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ship under e-government exercise for the first phase of the implementation. The primary 
objective of this project is to enhance service access through multiple electronic delivery 
channels that are widely accessible to the public and one stop service windows where 
multiple services can be obtained a t  each delivery channel. Under the scheme, the citi- 
zens are able to conveniently access the services offered by a variety of departments or 
agencies; issuance and renewal of driving licenses, payment for summons, payment of 
electricity, telephone and internet bills are available at one point. The implementation of 
the project has resulted in, apart from ease and public convenience, significant improve- 
ments in public service delivery. It has encouraged the users to be more responsive in 
paying their bills. 
The Electronic Labor Exchange (ELX) system enable the government, through Min- 
istry of Human Resource, to be one stop center for labour market information that can 
be accessed by public. The main objective of this ELX is to improve the mobilization of 
human resources and optimizing work force utilization through systematic matching of 
job seekers to job vacancies (Yusoff, 2002). 
Security and privacy in doing transaction, either manually or online, with govern- 
ment agencies always being a top priority for almost all the customer or public. David 
and Michael (1997), stated that e-government require high participation or involvement 
by customer because all the transaction done via computer or system without meeting 
face to face with the staff or service provider. Mattila et.al. (2003) further stated that in 
order to perform the transaction in e-government, customer need to have PIN number 
and password before can access the system. This security issue need to be addressed and 
handle properly because of the computer crime or cyber-terrorism such as hackers or cyber 
vandalism (Laudon and Laudon, 2006). If the security of the e-government system weak 
or not up to the standard, hackers and crackers will gain unauthorised access by finding 
weaknesses in the security protections employed by Web sites and computer systems. 
If this situation happens, public will lost confidence and will not support the application 
of e-government anymore and all the effort taken before by the government concerning 
the e-government will end up as a failure project. 
"Privacy" also being one of the important elements in e-government system. Public 
institutions need to ensure that the public can enjoy their "privacy" while doing their 
transaction in order to achieve high participation from public to use online service. Pri- 
vacy needed to protect personal information (Lichtenstein and Williamson, 2006). Yahya 
Dauda (2007) stated that privacy, security and trust can effect customer perceptions to- 
wards e-government system. When people has problem about the security, it might lost 
or decrease the trust towards public sector in handling the system. Segovia et.al (2008) 
claimed that in order to determine the success or failure of the e-government, customer 
evaluation from the interpersonal services situation will influence the result. 
In changing the attitude of people in using the e-government, it need to determine 
the characteristics of the people whether it familiar to the technology application or 
not. Katri Kerem (2002)) stated that, the perceive attributes of the peoples or users are 
important in determine the personal characteristics in order to have a strong predictor 
decision of adoption in e-government. The decision to change the trend of using the 
e-government from the traditional public administration system may require long deci- 
sion making where it always influence on the personal attitude towards the technology 
adoption. This situation happen because of the influence by the Technology Acceptance 
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Model (TAM) where from this model, it may identify and determine the acceptance of 
various information systems (Ong and Cheng, 2003). As been mentioned by Munirud- 
deen Lallmahamood (2007), through this model (TAM), the researcher also can analyze 
the attitude and behaviour of people involvement towards e-government system and it 
will focusing more on the two beliefs which determining the perceive usefulness of the 
system to the user. Tahir Masood Qureshi (2008) stated that some user perceived using 
e-government will enhance the performance of technology application and perceived 
ease of use where it result the peoples believe that using e-government is a free of effort. 
Aladwani (2013) in his study on "citizens' attitudes toward e-government use" reveals 
that citizens' education and gender influence the attitudes toward e-government applica- 
tion. He further found that trust in e-government application has a relationship with the 
number of completed transaction. 
Today, public agencies are no more just a simple bookkeeping as they were initially 
set up as previously (Murali Raman, 2008). With the changes and advancement of tech- 
nology, e-government emerges as part and parcel of new era in delivering services to the 
public. E-government enhances the public service through internet. This implementation 
is on the right lane together with the advantages from the technology of communication 
to ensure business entity provide the product in lower cost and around the world. Public 
now able to seat in front of computer, via internet, made a transaction between public 
agencies or business organization. E-government gives opportunities to reduce usage of 
paper and time saving. E-government also is a way to make people a convenient way to 
access information and use government services within a short period of time compare to 
old ways of doing things. This application can be accessed without any restricted location 
for the customers to perform or to conduct their own transactions. Mattila et.al. (2003) 
stated that, due to these phenomena, it also gives impact to the public sector environ- 
ment, where i t  will be fewer customers at the public sector while at the same time, public 
will enjoy a better public service. Huang & Brooks (2012) claimed that effectiveness and 
usability of the e-government play as important factor that can influence users' interac- 
tion and adoption of e-government. Holden et al. (2003) found that many users do not 
involve with e-government because of difficulty in finding their expected information on 
the site. Barker (2009) explained that e-government will not be accepted and used by 
users if the websites fail to provide ease of use from a design standpoint and frustrate 
users' interaction with government services. 
3.0 Problem Statement and Research Objectives 
The aim of introducing e-government by public organization today is to  help people 
lessen their burden and time consumption to manage their transactions. However 
most of the public today resist to fully participate in e-government application system 
due to the lack of reliability as perceived by the public (Casalo, Flavian and Guinaliu, 
2007). This taboo also happens in Majlis Perbandaran Sungai Petani Kedah (MPSPK). 
The participation in e-government application introduced by this local government is not 
up to the expected level laid down by this government agency. Since this scenario is not 
supporting the government master plan in ICT, this study take place in order to  get bet- 
ter understanding pertaining to the factors that contributed to the participation of local 
residents toward e-government application by MPSPK. 
This study aimed to identify the pattern of e-government participation in MPSPK and 
also to identify the relationship between security and privacy of e-government applica- 
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tion, attitudes of residents, and effectiveness of e-government toward participation in 
e-government application provided by MPSPK. 
4.0 Research Methodology 
Case study analysis was chosen for this research whereby descriptive studies are 
undertaken and the research design focuses on hypo-deductive analysis method. In ad- 
dition, interview method through face to face interview has been chosen partly in the 
questionnaire design. The time horizon was conduct on cross-sectional survey. A total 
of 489 set questionnaires were distributed to the residents in the territory of MPSPK and 
the researchers managed to get back 449 set, which is 91.8% of the total respondent. In 
this study, a simple random sampling technique was applied. The questionnaires were 
distributed to the residents of MPSPK beginning from November 2012 until February2013. 
5.0 Findings and Analysis 
5.1 Profile of  Respondents 
This section of profile of respondents discussed the result of gender, age, occupation, 
income level, education qualification and marital status. 
Table 5.1 Profile of Rewondents 
1 Gender 1 
Items Frequency I Valid Percent (%) 1 
I Male I 201 1 44.8 1 
1 Female I 248 1 55.2 1 
41 - 50 years old 61 1 13.6 1 
less 20 years old 
21 - 30 years old 
3 1 - 40 years old 
5 1-60 years old 17 ( 3.8 1 








I Public Sector 1 107 1 23.8 
I Private Sector I 196 1 43.7 
Self employed 
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Based on the Table 5.1 above, it shows the respondents profile. From the table, it 
indicated there are 201 respondents (44.8%) male and 248 respondents (55.2%) female. 
It also shows that most of the respondents are from the age of 21  - 30 years old which 
indicated 230 respondents (51.2%) while there are low respondents from age level more 
61 years old which indicated only 7 respondents or (1.6%) respectively. This result shows 
those respondents who are participating in this research are mostly from young genera- 
tions. 
Academic qualification 
Table also shows that most of respondents are from private sector employees whereby 
it results almost half of the total respondents which indicated 196 respondents (43.7%)) 
income level of the respondents as residents of Majlis Perbandaran Sungai Petani Kedah 
(MPSPK) where it indicated that there were mostly in the level of income of RM 1501 - 
RM3000 with 166 respondents (37%) respectively while there are small size of respondents 
from the income level of RM 6001 and above which indicated 18 respondents (4%). This 
is due to the most of the employees is from private sector and in the post of junior staff 







For the academic qualification, table shows that most of the respondents were from 
the education level of diploma where 141 respondents (31.4%) and there are low per- 
centage from the education level of PhD which indicated only 12 respondents (2.7%). 
This happened because most of the respondents are from the junior staff in private sec- 
tor employees. For marital status results, it shows that most of the residents in Majlis 
Perbandaran Sungai Petani Kedah (MPSPK) married which recorded 182 respondents 
(40.5%). For the status 'in relationship" 105 respondents (23.4%) was recorded. This 
situation happen because most of the respondents were in youth segmentation or in the 
range of 21 - 40 years old. 





























5.2 To identify the pattern of E-government participation in MPSPK. 
Table 5.2: Frequency of e-government application for MPSPK 
I Frequency I Valid Percent (A) I 
I e-aduan MPSPK I 44 1 9.8 1 
I e-bayaran MPSPK I 86 1 19.2 1 
1 OSC online MPSPK I 55 1 12.2 1 
e-borang MPSPK 
e-tanah MPSPK 
I e- komuniti MPSPK I 32 1 7.1 1 
153 
79 
The participation been measured through usage of E-government applications. Out of six 
e-government application provided by MPSPK, none of them achieved 50 % usage rate by 
the residents. The highest usage, i.e., e-Borang only recorded 34.1% of usage, followed 
by e- bayaran (19.2%), e-tanah (17.6%) and OSC online (12.2%). E-aduan and e-komuniti 
recorded less than 10% of usage (9.8% and 7.1% respectively). 
34.1 
17.6 
l ~ o t a l  
5.3 To identify the relationship between security and privacy of E-government applica- 
tion toward participation in E-government application. 
449 1 100.0 1 
Table 5.3: Relationship between Security & Privacy with Participation in E-Government 
iecurityand ~ r i -  
Frequent Use vacy 
Chi-square 204.176 228.326 
d f 3 30 
Asymp. Sig. .OOO .OOO 
Table 5.2 shows the result for frequency of E-government applications for MPSPK. 
The table shows the result for relationship between security & privacy with participa- 
tion in e-government. The relationship showed that the Asympetrical Significant value is 
< 0.05 whereby (0.000) and indicated significant. 
5.4 To identify the relationship between attitudes of residents toward participation in  
E-government application. 
Table 5.4: Relationship between Attitudes with Participation in E-Government 
-- - 
7 
Frequent Use Attitude ' I 
I Asymp. Sig. .OOO .OOO 1 
The table shows the result for relationship between attitudes with participation in 
e-government. The relationship showed that the Asympetrical Significant value is < 0.05 
whereby (0.000) and indicated significant. 
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5.5 To identify the relationship between effectiveness of E-government toward partici- 
pation in E-government application. 
Table 5.5: Relationship between Effectiveness of E-Government with Particioation in E-Government 
Frequent Use Effectiveness of E-Government 
Chi-square 204.176 164.552 
d f 3 34 
Asymp. Sig. .OOO .OOO 
The table shows the result for relationship between attitudes with participation in 
e-government. The relationship showed that the Asympetrical Significant value is c 0.05 
whereby (0.000) and indicated significant. 
6.0 Discussion and Recommendations 
6.1 Discussion of the findings 
The participation of E-government applications among residents of Majlis Perbandaran 
Sungai Petani Kedah (MPSPK) been influenced by several factors that considered as the 
impact factors towards the resulted of actively involved or less involved. 
Based on this study, it can be concluded that female respondent's dominant the study. 
This is something normal since the gap between genders quite obvious nowadays. How- 
ever, the dominant status do not give advantages to this gender since finding indicated 
that there was no significant difference between male and female with skills owned and 
usage of the e-government application. 
Looking at profile of respondents, where most of them were born in IT era, the 
finding of pattern usage of e-government application in MPSPK not fully represent their 
background where out of six application provided by MPSPK, none of them recorded us- 
age of 50% and above. The most application used only 34.1% (e-Borang MPSPK). This is 
something that MPSPK need to seriously investigate and figure out what's goes wrong. 
Is it the system (may be not user-friendly) or the attitude of staff in-charge that always 
late reply or the worst never bother to reply, or the residents themselves or some other 
reasons that beyond the MPSPK knowledge? 
From all the factors that involved in this study which are, security and privacy issues, 
attitude towards E-government and effectiveness of E-government, all variables have 
significant relationship towards the usage of the E-government applications provided 
by MPSPK. Respondents agreed that security and privacy is important when using e- 
government application since their personal data can be manipulated by third parties if 
security and privacy not properly handle by the service provider. Respondents only will use 
the e-government application when they have a confidence that the security and privacy 
matter always being treated as top priority in any e-government application. 
Attitudes of residents also play part in this study since some of them still have a nega- 
tive attitudes towards e-government application which they claimed not serve the purpose 
to some extent. Initially, a lot of respond being given to the MPSPK via e-government 
application but feedback from authorized parties in MPSPK was not up to  the public 
expectation, and to some extent, no feedback at all and public need to report personally 
over the counter or make a report to mass media and some other channel to  ensure the 
issue raised being treated as supposedly and promptly by the MPSPK. 
506 2014 INTERNATIONAL CONFERENCE ON GOVERNANCE 
The effectiveness of E-government in ensuring participation from public also signifi- 
cant in this study. Easy to  access, easy to understand the instruction in the website, nice 
features and graphics, multifunction and always up to date the information regarding 
MPSPK, will attract public to participate in the application. Some respondents claimed 
that the application only being updated on the "date updated" icon by the administrator 
but the content still the same, while some claimed that the system quite slow when they 
tried to access and as the result, they prefer to deal over the counter rather go online 
via e-government. 
6.2 Recommendations 
There are some recommendations based on the findings in order to assists manage- 
ment of Majlis Perbandaran Sungai Petani I(edah (MPSPK) to guide and ensure active 
participation of their residents in E-government applications. The following are some 
recommendations to  be considered by the parties concerned. 
6.2.1 Exposed E-government system widely 
Online system always been stereotyped by public as medium of accessibility that cause 
and misuse of personal data by third party. Public always demand government transac- 
tions in the comfort and safety zone. Therefore, government as well as their subdivision, 
Majlis Perbandaran Sungai Petani Kedah (MPSPK) should provide a better channel to the 
society in using the E-government efficiently. Apparently, the government through their 
agency, Malaysia Multimedia and Communication Commission (MMCC) can be a body to  
monitor the security of E-government applications. Most of Malaysian, specifically middle 
class and lower class citizens always been hinder by any government agendas particularly 
on E-government applications. Therefore, government should working closely on creating 
the awareness of E-government emergence among this group of society. 
6.2.2 Create positive attitudes among residents towards the e-government applications 
The management of Majlis Perbandaran Sungai Petani Kedah (MPSPK) needs to cre- 
ate positive attitudes among their residents towards the usage of e-government applica- 
tion provided by them by organizing a series of campaign, talks, events and some other 
platForms of social marketing in making sure that their residents have a clear pictures of 
the system and operations especially the back office process after they used the applica- 
tions. When the public are given clear explanation on process and procedure regarding 
the applications, this will delete the negative attitudes that they carry right now towards 
MPSPK1s e-government applications. Indirectly, more and more residents will have right 
attitudes towards e-government application provided by MPSPK. One thing to remember, 
this effort need to continuously take place and the result need not to expect overnight 
outcomes. 
6.2.3 Create awareness and improve productivity among MPSPK staff 
The successful of e-government applications implementation not rely on one party 
only. Both service provider and public need to understand and play their functions and 
obligations. As a service provider, staffs in charge need to play their function in giving 
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prompt feedback to the public by respond back as soon as possible to the public once they 
received public complaint on certain issuesvia e-government applications. Publicget feed 
up when the issues raised not received any respond from service provider. Hence, the staffs 
in charge need to be more serious and responsible in doing their job. The management 
also need to always remind the staff to be more productive and be more accountable in 
doing their job especially when involve public interest. The management need to "walk 
the talk" and not only respond to certain and selective issues when involved their inter- 
est. The public need to be treated equally regardless their social class, occupations and 
their background. With the paradigm shift of the MPSPK staff attitudes, the effectiveness 
of e-government will become a reality. 
7.0 Conclusion 
As a conclusion of this research, this case study of MPSPK has able to  answer all the 
research questions and research objectives and towards the end can come out with some 
recommendations in making sure the e-government application in MPSPK effective and 
efficient in serving the public interest. 
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